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Bur. of Consumer Financial Protection § 1072.111 

§ 1072.108 Program accessibility: Dis-
crimination prohibited. 

Except as otherwise provided in 
§ 1072.109 no qualified individual with a 
disability shall, because the Bureau’s 
facilities are inaccessible to or unus-
able by individuals with disabilities, be 
denied the benefits of, be excluded from 
participation in, or otherwise be sub-
jected to discrimination under any pro-
gram or activity conducted by the Bu-
reau . 

§ 1072.109 Program accessibility: Exist-
ing facilities. 

(a) General. The Bureau shall operate 
each program or activity so that the 
program or activity, when viewed in its 
entirety, is accessible to and usable by 
individuals with disabilities. This para-
graph does not require the Bureau 

(1) To make structural alterations in 
each of its existing facilities in order 
to make them accessible to and usable 
by individuals with disabilities where 
other methods are effective in achiev-
ing compliance with this section; or 

(2) To take any action that would re-
sult in a fundamental alteration in the 
nature of a program or activity or in 
undue financial and administrative 
burdens. If an action would result in 
such an alteration or such burdens, the 
Bureau shall take any other action 
that would not result in such an alter-
ation or such burdens but would never-
theless to the extent reasonably fea-
sible ensure that individuals with dis-
abilities receive the benefits and serv-
ices of the program or activity. 

(b) Methods. The Bureau may comply 
with the requirements of this section 
through such means as redesign of 
equipment, reassignment of services to 
accessible buildings, assignment of 
aides to beneficiaries, home visits, de-
livery of services at alternate acces-
sible sites, alteration of existing facili-
ties and construction of new facilities, 
use of accessible rolling stock, or any 
other methods that result in making 
its programs or activities readily ac-
cessible to and usable by individuals 
with disabilities. The Bureau, in mak-
ing alterations to existing buildings, 
shall meet accessibility requirements 
to the extent compelled by the Archi-
tectural Barriers Act of 1968, as amend-
ed (42 U.S.C. 4151–4157), and any regula-

tions implementing it. In choosing 
among available methods for meeting 
the requirements of this section, the 
Bureau shall give priority to those 
methods that offer programs and ac-
tivities to qualified individuals with 
disabilities in the most integrated set-
ting appropriate. 

(c) Time period for compliance. The Bu-
reau shall comply with the obligations 
established under this section within 
ninety (90) days of the effective date of 
this part except that where structural 
changes in facilities are undertaken, 
such changes in facilities are under-
taken, such changes shall be made 
within three years of the effective date 
of this part, but in any event as expedi-
tiously as possible. 

§ 1072.110 Program accessibility: New 
construction and alterations. 

Each building or part of a building 
that is constructed or altered by, on 
behalf of, or for the use of the Bureau 
shall be designed, constructed, or al-
tered so as to be readily accessible to 
and usable by individuals with disabil-
ities. The definitions, requirements, 
and standards of the Architectural Bar-
riers Act (42 U.S.C. 4151–4157), as imple-
mented in 41 CFR 101–19.600 through 
101–19.607, apply to buildings covered 
by this section. 

§ 1072.111 Communications. 
(a) The Bureau shall take appropriate 

steps to effectively communicate with 
applicants, participants, personnel of 
other federal entities, and members of 
the public. 

(1) The Bureau shall furnish appro-
priate auxiliary aids where necessary 
to afford an individual with a disability 
an equal opportunity to participate in, 
and enjoy the benefits of, a program or 
activity conducted by the Bureau. 

(i) In determining what type of auxil-
iary aid is necessary, the Bureau shall 
give consideration to any reasonable 
request of the individual with a dis-
ability. 

(ii) The Bureau need not provide indi-
vidually prescribed devices, readers for 
personal use or study, or other devices 
of a personal nature to applicants or 
participants in programs. 

(2) Where the Bureau communicates 
with applicants and beneficiaries by 
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telephone, the Bureau shall use a 
telecommunication device for deaf per-
sons (TDD’s) or equally effective tele-
communication systems to commu-
nicate with persons with impaired 
hearing. 

(b) The Bureau shall make available 
to interested persons, including per-
sons with impaired vision or hearing, 
information as to the existence and lo-
cation of accessible services, activities, 
and facilities. 

(c) The Bureau shall post notices at a 
primary entrance to each of its inac-
cessible facilities, directing users to an 
accessible facility, or to a location at 
which they can obtain information 
about accessible facilities. The inter-
national symbol for accessibility shall 
be used at each primary entrance of an 
accessible facility. 

(d) This section does not require the 
Bureau to take any action that would 
result in a fundamental alteration in 
the nature of a program or activity or 
in undue financial and administrative 
burdens. 

§ 1072.112. Compliance procedures. 
(a) Except as provided in paragraph 

(b) of this section, this section applies 
to all allegations of discrimination on 
the basis of disability in programs and 
activities conducted by the Bureau and 
denial of access to electronic and infor-
mation technology. 

(b) The Bureau shall process com-
plaints alleging violations of section 
504 with respect to employment accord-
ing to the procedures established by 
the Equal Employment Opportunity 
Commission in 29 CFR part 1614 pursu-
ant to section 501 of the Rehabilitation 
Act of 1973 (29 U.S.C. 791). 

(c) All other complaints alleging vio-
lations of section 504 or section 508 
may be sent to Labor and Employee 
Relations, Office of the Chief Human 
Capital Officer Consumer Financial 
Protection Bureau, 1700 G Street NW., 
Washington, DC 20052. The Office of the 
Chief Human Capital Officer shall be 
responsible for coordinating implemen-
tation of this section. 

(d) Complaint-filing procedures. (1) Any 
person who believes that he or she has 
been subjected to discrimination pro-
hibited by this part may by himself or 
herself or by his or her authorized rep-

resentative file a complaint. Any per-
son who believes that any specific class 
of persons has been subjected to dis-
crimination prohibited by this part and 
who is a member of that class or the 
authorized representative of a member 
of that class may file a class com-
plaint. 

(2) The Bureau shall accept and in-
vestigate each timely filed, complete 
complaint over which it has jurisdic-
tion. 

(3) A complete complaint must be 
filed within 180 days of the alleged act 
of discrimination. A complaint sub-
mitted to the Bureau via first-class 
mail will be deemed to have been filed 
when postmarked. A complaint sub-
mitted to the Bureau via any other 
means of delivery will be deemed to 
have been filed when received by the 
Bureau. The Bureau may extend this 
time period for good cause. 

(e) If the Bureau receives a complaint 
over which it does not have jurisdic-
tion, it shall promptly notify the com-
plainant and shall make reasonable ef-
forts to refer the complaint to the ap-
propriate government entity. 

(f) The Bureau shall notify the Archi-
tectural and Transportation Barriers 
Compliance Board upon receipt of any 
complaint alleging that a building or 
facility that is subject to the Architec-
tural Barriers Act of 1968, as amended 
(42 U.S.C. 4151–4157), is not readily ac-
cessible to and usable by individuals 
with disabilities. 

(g)(1) Within 180 days of the receipt of 
a timely filed, complete complaint over 
which it has jurisdiction, the Bureau 
shall notify the complainant of the re-
sults of the investigation in a letter 
containing: 

(i) Findings of fact and conclusions of 
law; 

(ii) A description of a remedy for 
each violation found; and 

(iii) A notice of the right to appeal. 
(2) Bureau employees are required to 

cooperate in the investigation and at-
tempted resolution of complaints. Em-
ployees who are required to participate 
in any investigation under this section 
shall do so as part of their official du-
ties and during the course of regular 
duty hours. 

(3) If a complaint is resolved infor-
mally, the terms of the agreement 
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